رضایت‌مندی مراجعه کنندگان از مراقبت‌های بهداشتی اولیه: مقایسه دو مرکز بهداشت شهرستان در دانشگاه علوم پزشکی کرمان از نظر دارا بودن گواهینامه ایزو در سال 1390 by مریم حسین‌پور, وحید یزدی فیض‌آبادی, فاطمه بلالی میبدی, سعیده حاج,
   
  	
     	64/90     !"# $%&' ()* +. 
1-  / %' 01 MPH+23 +!)4/5# 6789  :; '1< %' = "  6  6  6  !"# $%&' ()* 6789  4/5#  
2-  = "  6789 0?(199 @@A 01  0%B)* 6  !"# $%&' ()* 6789  4/5# +23 +!)4/5# 6789 =+C 	D 7+
 .  6  
3- +23 +!)4/5# 6789 =+C 	 7+ = "  6F2   6  6  !"# $%&' ()* 6789  4/5#  
4- + F2   "  6 3G+ = +23 +!)4/5# 6789  0H9  6  6  !"# $%&' ()* 6789  4/5#  
 	
 :  	
   Email: F.balali@yahoo.com   
 : 
    
  !"# $%& 
'()* +!, -)
. / ,0 % 
-/.    : 2105745-0341   : 2114231 -0341  
  
54   	 
 –  2  / 1 / 1392  
  	 
    
  





 		  
   :  !
 " #
  
$ " %#& '()* +,-." 
  /. " "( 
	( # 0$ " 1390  
  
 	 




        !" #$%  & '( ')*  #& #"+   ,-.  %/(0
 $% #.1$2 3 ! 45. 7" ( 28 ,"&9:!  #.1$2 ;< '=>$% ?@( 3 
 ?3: AB CD%  ,?: E*   $@? #"   (]#  '."G  &39001  
)International organization for standardization  ISO 9001([   &)'."G &(  &39001( KL: -.  
 : +<> '+M< 28  
  1390  % (960  )480 $@? "    ( O+)  -KG . 3(
P1)  #&QC   !" ,: D%"&9: ' 5 '$RR/* & 1B 45 A ,/( &     ( 2 ,-. #(. @) 
 SAE*C    " Q #" 2χ!  D$=T1"Pearson & Logistic regression  C $ G . 4&UV + 2 #(
WA<  X=75    ( ,/( Q '( [( 4\] C1. 
 : +) WA< #.1$2 ;<? O  $@)3/83  (  (  $%(  Q '+(* #"8& &)2/70   ( ( .
 #.1$2  +( O( O+) 1B 45  #.1$2 O( !  ( &  $@? ?@( 3 '+(* #"8&
.+ 4&*  #  G C"% )01/0 < P(!  .^ _$=-M G  C $ ( +) #.1$2 S O( !C`$ O (
.+ '<( _KG  #"`$  C"% # %. 
   : C :  $@? ( '=>    ( $@?   &3    #    O '
C :  ! C  #  T@( '( -. A+) #.1$2 O D .O(.( ( C@(  #" &  #G  
  4-" #"DM & G #) '(  ( .$T a*   G.  




     
 	 	     !"# $  %&
  )1 .( 	 +  
 	
  +" ,-. /01 	
 !$-, -
 	2 34+  
 + $ 56
  78 91
 78 91 :;" - 	
 <= $ $
  > ?95@ 	A ".  
 +	B - +")2 .(
)*+




  	 
 –  2  / 1 / 1392  55  
&% ?6 	  $ D"#1 "E 9
 3, /	1
F + 4G1 	 !" 4G1 <   5@+ 	
  !)3 .( $> +59001 )ISO 9001  
International organization for standardization (  
  
  &  %& 	 <+	K$  K
  &  
 %& /LM1 ?5@ >
 ",+$ .
 / 	&  
  NO P< 3LG4"5+ <
 $  < /01 && L5  
 
5+
 + 	L5@ %& 91  <  
)4.(  
 @R NO P<  !<+   <
56
-    G; +	B 5- /01 + .
 $ T"N8    
 U9B P< /  
 
5+
K  +"  	VE  
)5 .( + + 3",
 	201  G; +	B -   & V  "1  <
 #1 4 N& ", : $  Y U# Z
  56
  !<+   >&	 $ <- 
+"L ?@91 + . 56
 >&	 +";$ /	

- 
    !"# $ +   < 5@< N",
 V	201  G; +F - 	





    \ +-  	5] +
   
   &  ,; +	B L<
  %&  ] ",  
 $  /01 $ 

 !+%5 +"     
)7 6 .( _`$ +
 $ T"N8 P<  
 +	B 
5+ > L5
 +"  /
 PK / $  	 +"
  ! B+  $ 5)8 .(Deming 
);F  39  
 (  /01 +"  	 + >
	5]     $  !++ 	` &01 +"  <
 ?5@ + %& 	L5@ 91 D"O  +)7 .( 
Singels $ + KL<  G48 + +"   
 <" $> 9000 $ +	KNL,   
 /  5 
+ 5B  &  <" $>  
 +"  +"  	 
 
 +"6
 +	KNL, <"b  )9(c + 4F  & 
Ruzevicius $ ] KL< ++  & 	95  \ 
%& 	
 d  <" $> 9000 	  
  + 
O	B <  	
  "  N+  e1  	56
   
&& $ >B &   <  +"  G48 
  ++	 )10 ($  f5  <$gE Yang  R  	201 
<+5 $> 9000 + >B  	5] 
< 56
 $ +  
 )11 .( @h 
$ + KL< 
 +	KNL, "i4 	 
%& )9001:2000 ISO (+  5L
 <  +" 
 G48  
 f5 5j +    + <	B +"6

9B"  5B /E  ! :@& <  F  	1
 +"L \-, T"N8)12.(  
<$gE   	5] L5 +G5 <
 kN5b e9 + !   + $ 56
 
  "]&)15 -13 8 6 5 2 ( 	` 	
 +"
!++  91 <"i4 
  8
 + > 1G48 $ 
 %&)18 -16 12 ( "i4 :NA  &  ! \
 L
 L5 $ %& 	 +  
5L
    !++ 	` 	
 +" "]& <
 	  
   /
  @9 l"m + B& <"
 $>  <" + 6
 >&	 L5 78
 +";$ "]& 6
 b
 + $>  <" $
 $
+ .  
 56
    !g$ !i;  
  ;"1 
- 
+ + L< $  G; - 91 
?5@  %& 91 + %& 	 <
    /G;	 L5   & ;
  K ",  
 kN5b  B+ 	

)*+




56   	 
 –  2  / 1 / 1392  
   %&  <)15 ( T"@#
  	
  
  & +"
 / 	i]<$gE P< ++	
 L5 78  @9	 >&	 &  G;
 	+	
 5	6  G
1 <F$ $ 6
) 

  <" $>9001 (  5	6 $) $

  <" $>9001 (+	n
 .  
  
  	
   
 D + 	F G89  G481390  !i]+ +
 &] 
 $ 	& K>E \"N, &  G;	
 	+	
 5	6 6
 >&	 $+  
) +
$>  <" (  $) $>  <" $
 ( $
 5	6 +5 3  G
1 <F$ >&	 <
56
 -   $ 5$ $ 	6 + <
 6
B	VE \ .  "L ?F /G1 	
 
 +G1 5
40 	E  +    _"1 5	6 	<
 .\	 YL& 
 on  >BMinitab   
  ;"1 
 $
 @ $ kN5b >&	  
  G;	 > + $%1
 "NE + ! +  
  4$ L5) +  &
 +$F  5	687  5	6 + $ O+
 	+	
79 +"
 O+ ( " "1 
 $9/0  78 $
G  +05/0 F D+G  "L ?462  	%
  G48 / +  & +	  #480    
 	%
  5B	 	 + 5	6 	<.  
 "L q$ c+"
 d	5+ + "O  
 	
 +" >&	  
 +	B  G;	 \i<  & "O /

	E  B+ 6;  G48  5 +  
 	`    3LK1  oE $ B	 3"#1  
  5B	  .
 "O +  ?&  +" +"
 +"
	E   3LK1 	i]	E YL& 
   +	 .  

  !++ L.  G48 + & &	  & 
	E  ! +  
 ,-.   "  
 U9B <
!++ "O  
 $ <$gE \  ? $
  <
 !+%5 +	+"
 <"  	# 3& ".  
 $ + .
 <F$ 
 e1 	`	
 + \	5F $ T+ ,
 mb r"9F s%F $  G48 +"   !"L< <
+"
 	i]<$gE 	 .  
_L; >
 	E ,-. $  	i]<$gE    
+"
 	5]   	
  5 .	E   
3 NO b
 $+ +  "L,  tR
) @ $	 $ -6@1 K(  mmb1 $
+	 ?1 .mmb1 tR b
    3 +"
 56
  tR !$		) 
"@&$( +  ) $ Y>E 3
 $+ ( <i]  $) ` 3j
mb]1 (+"
 .	E $  
    !+%5
 :	  # 
  E $ 	 $M`
Cronbach′s alpha  987/0  01 . b





 : : w5@ : :
: «  :1	1  
 	K4 k. d 	
  & +"
1 
 15 q +	 V . / 
@5& !	L 3`F
 b
8  	j&F $40 +"
 .  
 3 mmb1  b
3   L@` 
  
] $ <i] $ +  56

 $ uE 78 	  "L,  b

q  3 b
 	<  & ".  
 c+"
 V4 
 !	L 3`F 
 DR4  !	L 	j&F $20 +"
 . G
!++ 3N#1 	
 $M`  :@& <75  !	L O+
  & ".  
 c+"
 b
   
 e"
	 tR
y y  	5]
 >  
 +	B 	< !	L  75  O+
!	L d9   G; +"
 tR  b
 	< V
)*+




  	 
 –  2  / 1 / 1392  57  
 
"N8 G$ 	 +" 	z5  
 @  G48 +"
 
"N8 G$  "O / 	A + $ +
+" +"	
 . !++ 6 + \	 YL& 
 < >B
 SPSS   !+%5 $ "1 < %O
) G P	# $ /i $	B ( " $ < 2χ 
 i5@L<Pearson $ Logistic regression  +"
B	 	` 3N#1 $  >1.  
  
  
 & &	 / /i2/9 ± 7/30   + 

67-14  D)  5	62/9 ± 1/31  $
 	+	
 5	62/9 ± 2/30 D (+"
 . 3& 960 
	E  :1	1  
 ! _"1  479  $460 
	E   ) {"L +939 	E   ( U"1
5	6  +	 3LK1 	+	
 $  < . >
 <bE8/97 +"
 O+.  !& &	 +	B  N&
 "L,  b
  
 e"
	 tR  G48 +
 +"L 3LK1  .B U9870  	%)7/92  O+ ( 
 56
 761  	%)81  O+ (  
 $  +502  	%)5/53  O+ (  
 tR  5 + $ +"
 !+	& !+%5 <i]




	 .  
 \" $+ +$F 	+	
 $  5	6 $+ 	< +
 "L 
 :1	1  
 <1/71  O+)339  	% ( $7/63 
 O+)289 	% (  3K]1   ++ . 3& +
 	
	
 $+  
  @ &  G;	  "L
+"
 +	 . 78 :1	1   
  5	6 +
 
 ?Nn+ -m#12/49  O+)227 	% (
 $  +"
 
7/1 O+)8 	% (  
  ?6 /	5L& $ /	5]

++ lm5 +" . 78 > 	+	
 5	6 +

 $ ?Nn+ -m#1  
 :1	1  
 +"7/43  O+ 
)186 	% ( $9/0 O+ )4 	% ( /	5L& $ /	5]

++ lm5 +"  
  ?6 . 78 
 +	B O+




 5	6 .  
 + &  G;	 Nz G$ +" +
  3z  5	6 
 +3/51  O+  
)233 	% ( 
 
	 $ /	5]
8/1  O+)8  	% (
  3z > 	+	
 5	6 + $ /	5L& 
 +
7/45  O+)188 	% (	5]
  
 
	 $ /2/1 
 O+)5 	% ( +"
 +  O+ /	5L& . >;
GL; <	z5 %O"1  D$; + 51  ]
 ! !++ . L5 > N& ".  

 b
 + 5	6 $+ 	<  
 &  G;	 <






  & ".  9/76  O+  
 "L, b
  &  G;	2/82  O+  
 56
 b
9/76 O+  $ + b
 5/70 
O+  T"N8 L5 <i]  
 5+) D$;2 .(  
  &  G;	 L5 l"m +
  e1 "L, G  > /
 +
 
 "L,   &  G;	 L5
 +	 !<] 5	6 {" 	z5 . >
 5	6 6
 >&	 &  G;	 L5
  "L,     G
1 <F$ $ 
 6
 >&	 &  G;	 L5 >
 1 <F$ $ 	+	





 + T"N8 L5 o @  & ".
 5	6 	
	
 $+  
 &  5	6




 3z {" $ -m#1 78 @; / 
 "L,  
)*+




58   	 
 –  2  / 1 / 1392  
 1 .	




 )(  
  
 )(  
  





)1/71 (339  
)9/28 (138 
)7/63 (289  
)3/36 (165 
)5/67 (628  
)5/32 (303 
+, -.  
/ &  
/01  
23   
450&  
/6789&  
)7/1 (8  
)6/9 (44  
)4/17 (80  
)2/49 (227  
)1/22 (102  
)9/0 (4  
)5/11 (49  
)2/23 (99  
)7/43 (186  
)7/20 (88  
)4/1 (12  
)5/10 (93  
)2/20 (179  
)6/46 (413  
)4/21 (190  
          
2:  
/ ;  
/1<	&  
&%=  
9> &  
%'  
2-.  
)6/6 (30  
)1/16 (73  
)6/17 (80  
)3/51 (223  
)8/1 (8  
)6/6 (30  
)0/9 (37  
)9/10 (45  
)8/23 (98  
)7/45 (188  
)2/1 (5  
)2/9 (38  
)7/7 (67  
)6/13 (118  
)6/20 (179  
)7/48 (421  
)5/1 (13  
)9/7 (68  
  
 2 . #  $
%	&' 	
 	  	(  ) *   +',  	  
   !"  
#	$%  
 )(  
#	$%  
 )(  
  
 )(  
P 
/? +>  
9%  )7/16 (80  )3/83 (399  )100 (479  
001/0 <  ' &'  )8/29 (137  )2/70 (323  )100 (460  
2;  )1/23 (217  )9/76 (722  )100 (939  
            
/1 +>  
9%  )0/17 (75  )83 (366  )100 (441  
527/0  ' &'  )6/18 (80  )4/81 (349  )100 (429  
2;  )8/17 (155  )2/82 (715  )100 (870  
            
 +>/9&  
9%  )6/20 (80  )4/79 (308  )100 (388  
094/0  ' &'  )7/25 (96  )3/74 (277  )100 (373  
2;  )1/23 (176  )9/76 (585  )100 (761  
            
/6780%= +>  
9%  )8/25 (49  )2/74 (141  )100 (190  
157/0  ' &'  )7/31 (99  )3/68 (213  )100 (312  
2;  )5/29 (148  )5/70 (354  )100 (502  
  
)*+




  	 
 –  2  / 1 / 1392  59  
 3 .  $
%	&' # .	/')123	+ 4123 (4	
 6+  	!
  7$8 9	: , 	   

;<= ' >2? , @	
 	 9AB?  # 4);  
 	&'   ($)* +* ,  ($)* &- ,  
    P  )95   =CI (OR P )95   =CI (OR 
$1'  
' &'  -  -  -  -  
9%  001/0 <  )89/2- 55/1 (12/2 001/0 <  )84/2- 43/1 (02/2  
            

 !"#  
&'  -  -  -  - 
$%  007/0  )12/2- 13/1 (55/1  835/0  )81/1- 62/0 (06/1 
            
+, -.  
/ &  -  -  -  - 
/01  824/0  )14/4- 17/0 (83/0  927/0  )96/4- 17/0 (92/0  
23   404/0  )44/2- 11/0 (52/0  578/0  )29/0- 12/0 (62/0  
450&  659/0  )29/3- 15/0 (71/0  674/0  )68/3- 13/0 (70/0  
/6789&  659/0  )24/3- 15/0 (71/0  561/0  )28/3- 11/0 (606/0  
            
2:  
/ ;  -  -  -  - 
/1<	&  025/0  )53/4- 11/1 (24/2  078/0  )01/5- 92/0 (12/2  
&%=  986/0  )82/1- 54/0 (99/0  770/0  )81/1- 45/0 (90/0  
9> &  330/0  )29/3- 05/1 (86/1  154/0  )25/3- 83/0 (64/1  
%'  554/0  )11/6- 38/0 (52/1  976/0  )23/4- 23/0 (98/0  
2-.  224/0  )49/3- 75/0 (61/1  606/0  )84/2- 54/0 (24/1  
            
A    552/0  )02/1- 99/0 (01/1  100/0   )20/1- 98/0 (00/1  
  
G  8
  +	i !<] +) D$;3.(  
  9
  &  G;	 L5 G$ /

 ) <i] $ + 56
 ( $%1
G  $>  <" + 5	6 $+ /
 +
)	+	
 ($  $>  <" $
)  ( !<]
 +	i) D$;2 .( L5 > /
 !$-,  

   9
  &  G;	) $ + 56

<i] ( @; / <	z5  Y 	< 
 
 3N#1  !+%5 
 3z {" $ -m#1 78
G  8
 Y5@4 "	 	i !<] + + .
 !	L 
 / 	z5 /
 i5@L< /G1 "  

 "L,   &  G;	 L5
<i] $ + 56
  i5@L< 
Pearson +	 !+%5 . 5B ] b
 / <
 + "&V <	z5  Y 	< $ / /
  & ++
 &  G;	 L5  " |< i5@L<




 >&	 +";$ -     !"# $ +
 - 	
 + >  
  & 5@< N",  
 	201  G; +F  4GB  y 	<  & "#  
 cV
 /  +	B - /01 ++	 	56
 $ 	5]
 <




 +  \  K 5-   	
 ?6 <
 L  
  %& 91 $ 
   K $
)*+




60   	 
 –  2  / 1 / 1392  
 ]  56
  + %&  N& <
    )8 .( /L 	F <$gE
 6
 >&	 $+ /G;	 L5 G$ /G1
 L5 G$  @9  
   G
1 <F$ $ $+ 
 	 \ +5  <" +"
 $ 
 5	6
$> %& 9001 +	E .  
 $+  
 /G;	 L5 <$gE / +
 	+	
 5	6) $>  <" +9001(  $
 ) $>  <" $
9001(   
<i] $ + 56




"N8 . "]& + G48  
  P< 
 
]  &  "5
  5B <    
  G48  	F 
9 @ +	& B ]   G48 	F 
  1G48 
3j  G48 
	6 $ "44 &  L5 
	5]  `	  <  56
 4$    +  	61 
	
 +	& )13(  G48  "5% $  KL<  & 
>  
 L    5$ +  }	.  \ 
{; $  Y>E  !+" )19 (  	
  +"L $ 
 G48 \ ! + &/ 9  4 56
  98
 +& + 1	4)20 (  	5]  >  &
 \-, + N $ +  + $ 56
 
  G48  + "@L< +"L    $ 
KL<  >&	  
 /G;	  	
  
  &
 K>E \"N, !i]+  G
1 	6 + 56

6  +"
  5+	E    \  	61 5]6

 ?1 $ K>E  + L5 > U9B
 +"L \-, t
 78 +  !+")6 .(  G48 +
+	B $ KL<  > 	
 "  
  & >
56
    -  	2R 3", $ +
 	 \+	 !+   	
 U9B  \7/20  O+
 5+ + N $ + )2(.  / 	@%1 +
  5   & @ 	 61 /  & % "1
  >B ~,
  3",  ,"L  KN
 +"
 $ K : e1 +	& 	`	
 3`  	i+
 $ +m5` G$ @ $	 $ -6@1
,L5;  6; + ?6 3",  +	B - 78 $
 
 L5 :N;)7 6 2.(  
  
 &  G;	 L5 /
  >4
 $ + 56
 "L,  YK%1
 /
 61  & ++ ] 5	6 {" $ <i]
 "L,   &  G;	 L5 78
 5	6 $+ + G $%1 ++ +";$ + 
)001/0 < P(c  L5 78  & ".  

  G;	 T"N8  + "L,   &
) $>  <" `B9001 ( 5	6  	5]

 +"
 $>  <" 
 	+	
 . f5  b
 /
 L5 > +"
 /E l"m + <$gE
&  G;	 T"N8 
 <B K  	+	
 
 {"" 
 $	  G48 f5  L
 
`	  <  56
  5	E  5L
 +  <
 /E $ V	201 	
  K	 $ h" 5@Ni
 $ <B K $ K>B U#   +"

  B+ 	
 5   ". /L< 
 + "bL<)21( <$gE f5  & 4F + c
h@ $ KL<  
 ++	KNL, "i4 
	 &% 	B	 + 
5L < 01/ 
,L5; 5 	61 )12( Ruzevicius  KL< $
	
 + iq> $ & 	95 \ < 
	 &% +  < 4"5 )10( 
Wardhani 	
 + KL< $  %4R <  /G1 
!& 	95 \ < 	 %& + 
5L
 < )18 ($ 5f <$gE Yang )11 (R  
)*+




  	 
 –  2  / 1 / 1392  61  
201	  <+5 $> 9001   >B +
 	5]  + $ 56
 < 
 .  






/   G;	 !+  
  ;"1 
  & +"L e5  "
 $>  <" V &9001  +" +"  

  	     +"6
 ~,
   5@"5
 3	E +"	
  %& $ `+ 5 
 < ,-. q	VE !"# <B K $ L
 $ ++	  5	6 
  @9 + 	+	
 5	6
   >< 	  <	B +"6
  
 !L,  ;"1 

 	L5@ +"6
 	.   & ++	    %& $
 $ <	BFOCUS PDCA K   $  	VE
 !$+ $ 	L5@ 
 $ 	iE  
 <	B  $
 +" 6
 ++  <. FOCUS PDCA  
(Find, Organize, Clarify, Understand, Select, 
Plan, Do, Check, Act)  q$  	B 91 <
 "]1  &] $ L1 &  &   + $ &
 91 	B +	KNL,  -K] 3N#1
++ +	
&  %& $ & )22(.   
 +  &  G;	 L5 > 
 <i] $ + 56
 "L, 
 5	6 6
 >&	  G
1 <F$ + <
 !i]+ + $>  <" $
 $ $>  <"
 YB	"+ <	z5 :@F 	
 	& K>E \"N,
-m#1 o; / $ 3z {"  1  " |< e
G ] !<] + . ]b
 
 f5  b
 /
 <$gE f5 N;N $  KL<  	
   \, 
$%1  G +  
/  >  L5  	 
 b
 B>E	1" GL; D-< 	LF  L<
 Nm#1 $  kN5b }"8 $ 3<01 @; 

+ "bL< )8 .(+	B $  KL<   G48 +
+"  
 \, e1 > L5 
 / $ o; 
+  c5B +  4F  &  
/  >  m#1- 
G$ Dz5 $ G$ +m5` 
 >  
+	B +" <$gE   e1 +";$  + $ 

 <& + +	B >  <&    B 
)2 .(+  G48   $ KL<  /G;	 >
+ m#1- E/ 	1  
  ".  G +  > 
  5+ 	5]
)6 .( + ! \  G48 +
 56
    +& + 1	4 4- 
 >B / >B 
 +  /
  8
  B
G  > $ -m#1  +" +)20 .( 34+
$%1 /  <  ,L5; +m5` 3", 	201 "1
 $ 	
  G48 +" _"; $%5 i<	B $
++ 	5]
  G48  
   & 
 L5 .  
+$# <$gE / + < ./  
 	   &
\ 	95  $> %& 	 <9001  b
 +
+ L&  9
 6
 	5L& > "]& 78 + $ +
 ! {"" / +$ K +  6
 <
5	6  > 	& K>E \"N, !i]+  G
1 <
 l"m + 	+	
 5	6 6
 >&	 61
   5+	
 \ \ / 	95 . \, /	


5	6 + $> \ 	95   K $%5 <
+$#  Y 61 y  
 $ +"
 }	. / <
  	  
  & 	6 $ +	  G48 +$ 5	6





  Tb5 /G;	 L5 +"L  ;"1 
 
1 #10 P-5  &   +G5 3", 	2
  kN5b 3", / 5 $ 	
 "1 L
1 	5]0 3", /  & 
 V	2 /9 ".  
 
 5	6 $+ + @ @K w-&.  /	


L   
  P-5 / U9B 3",  L< /
  "1  
)*+




62   	 
 –  2  / 1 / 1392  
+"L U1	 $> ?5@.   
 /L< /
  @9 5`$ +"  ;"1 


  $ +	 L5   G
 + l"m
56
   "O    
 +	 3 ", 
 ?< !& q$b 
 +"L  ;"1.  Dj ".  
 
  
 1$%5  B+ 	
  $ +	
  G;	 56
 >&	 &.  1 	
 +	
 ; 56
 & B+ $  Nz ";
 `	 	
 	5]
  $ ?1 +
 <
 $ !+"   G;	 +" &+"&  `	 &. 





 o; $+  @9 +   Y ",3,  q$b
& 3L, !&.  
   6; + :     & ;
 ++ !	L<  
 > ,L5; G% /G;	 
)6(+   &  "1 	
 "  
 <
q$ }-O   	5]
 6; + +" 5`	 <
 L 	; $ F	. /G;	 L5 > .
{-. ?5@ }-O !	6
 $   <>
  	
  O"1  b
	2 $ _`"  
 B+ + L<
 ++	 . !$+ 
 /L< 	L5@ $ 
  < /5B	 	 + 
   
?@K   +6]E >i kN5b < ++	 . +
 !	6
 	
  G48 E \ 5 /  	
 $	  	
 5 	 <+	K$ 
.  
  
2  34  
  `	     & ;   4$ 56
 <
 >@
 	201 "]& Y - \ +	KNL, 91 +
 /  L5 >B  
 




   \  	 $ %& 	 <
   $  d 	
 61 %& +"6
 <+	K$ 	
	  &01  < <"i4  $	E $
  5 	
 $ ++	G8` 	  	201 l"m + 	1
!+E \   	5]  	
 %& 	 <
  4$ 56
  !<+   >&	 +  




 $ 3` 
 < < !$	 
  @9 $ 
 $	 : .  
  
 5  67*  
 ]<$gE $G 4 LF 
 <$gE /
  5L& :"m1 $ 	& K>E \"N, !i]+HSR 
B	VE \ .  \t +" 	
 KL<  ?+
 $G $ ]<$gE $G \	5# KL<  LLO
:F ` /L< $ !i]+ 56
  $ <	
  4
 >&	 q	5@ \	5# /4$R@ $; 6
5	6 6
  +    &  $ 	+	
 <
 ]1   <$gE / \ +` $ 	K
?L . / 
 GB G1  " |< @"
5 {"".  
References 
1. Smith MA, Fiorenza SC, Rollwood T. 
Satisfaction with care. In: Kane R, editor. 
Understanding Health Care Outcomes Research. 
2nd ed. Jones & Bartlett Learning; 2006. 
2. Farzadi F, Maftoon F, Aeenparast A, Azin A, 
Omidvari S, Jahangiri K, et al. Determinants of 
satisfaction with health care system: a 
population-based study from Iran. Payesh  
Health Monit 2011; 10(3): 323-30. 
3. Rahmani R, Fathi Vajargah K. Quality 
assessment in higher education. Education 
Strategies in Medical Sciences 2009; 1(1): 28-
39. [In Persian]. 
4. Dargahi H, Rezaian M. Monitoring of 
performance management using Quality 
Assurance Indicators and ISO requirement.  
)*+




  	 
 –  2  / 1 / 1392  63  
Tehran Univ Med J 2008; 65(1): 86-92. 
5. Nazari R, Babaalipour Mouziraji F, Sharifnia 
SH, Amini J, Akbari S. A comparative study on 
patient satisfaction with hospital services in 
Amol. J Urmia Nurs Midwifery Fac 2011; 9(3): 
188-95. 
6. Seyedi Andi SJ, Shojaeizadeh D, Batebi A, 
Hoseini M, Rezai R. Client Satisfaction with 
health system services offered by urban health 
care centers of Shahid Beheshti University of 
Medical Sciences, Tehran, Iran. J Babol Univ 
Med Sci 2009; 10(6): 80-7. 
7. Hajian K. Evaluation of patient satisfaction with 
hospital care in Shahid Beheshti and 
Yahyanejad Hospitals (Babol 2005). J Babol 
Univ Med Sci 2007; 9(2): 51-60. 
8. Jalilian H, Moradi M, Azhari L. Clients and 
beneficiaries satisfaction and its effective 
factors in clients and visitors in physiotherapy 
section of red crescent society of Hamedan. Sci 
J Rescue Relief 2011; 3(1-2): 10-8. 
9. Singels J, Ruel G, van de Water H. ISO 9000 
series - certification and performance. Int J 
Quality & Reliability Manage 2001; 18(1): 62-
75. 
10. Ruzevicius J, Adomaitiene R, Sirvidaite J. 
Motivation and efficiency of quality 
management systems implementation: a study 
of Lithuanian organizations. Total Quality 
Manage 2004; 15(2): 173-89. 
11. Yang CC. The establishment of a TQM system 
for the health care industry. The TQM 
Magazine 2003; 15(2): 93-8. 
12. Raeissi P, Nasiripour AA, Hesam S. 
Performance evaluation of the total quality 
management model (ISO 9001: 2000) in social 
security organizations' hospitals in Tehran 
province, Iran. Health Inf Manage 2009; 6(2): 
105-12. 
13. Sohrabi MR, Albalushi RM. Clients' satisfaction 
with primary health care in Tehran: A cross-
sectional study on Iranian Health Centers. J Res 
Med Sci 2011; 16(6): 756-62. 
14. Joolaee S, Hajibabaee F, Jafar Jalal E, Bahrani  
N. Assessment of patient satisfaction from 
nursing care in hospitals of Iran University of 
Medical Sciences. Hayat 2011; 17(1): 35-44. 
15. Mozafari M, Abed Saidi Z, Pazargadi M, Alavi 
Majd H. Patients satisfaction measurement in 
pre-hospital emergency medical services in Iran. 
Zahedan J Res Med Sci 2012; 13(10): 61. 
16. Nabizadeh Porsalfard B. The performance 
evaluation of quality assurance team in Rassol-
e-Akram health care research and educational 
complex. [Thesis]. Tehran, Iran: Islamic Azad 
University Science and Research Branch; 2005. 
[In Persian]. 
17. Dehnavieh R. The evaluation of essential factors 
for implementing of TQM in Rassol-e-Akram 
health care research and educational complex. 
[Thesis]. Tehran, Iran: Iran University of 
Medical Sciences; 2004. [In Persian]. 
18. Wardhani V, Utarini A, van Dijk JP, Post D, 
Groothoff JW. Determinants of quality 
management systems implementation in 
hospitals. Health Policy 2009; 89(3): 239-51. 
19. Maftoon F, Aeenparast A, Montazeri A, Farzadi 
F, Jahangiri K. Insured rural and provider 
satisfaction: family physician and referral 
system (Research report). 1 st ed. Tehran, Iran: 
Medical Services Insurance Organization; 2010. 
[In Persian]. 
20. Health Quality Council of Alberta. Satisfaction 
with health care services: a survey of Albertans. 
Promoting and improving patient safety and 
health service quality across Alberta [Online]. 
[cited 2008]; Available from: URL: 
http://www.hqca.ca/index.php?id=68 
21. Johansson P, Oleni M, Fridlund B. Patient 
satisfaction with nursing care in the context of 
health care: a literature study. Scand J Caring 
Sci 2002; 16(4): 337-44. 
22. Farahbakhsh M, Tabrizi JS, Nikniaz A. The use 
of Focus-PDCA in primary health care 
performance improvement: case study of East 
Azerbaijan health centers. Hakim Res J 2010; 
13(1): 40-8. 
   
 64   	 
 –  2  / 1 / 1392  
Journal of Health & Development  Original Article 
 




Customers' Satisfaction with primary health care: comparison of two 
district health centers with and without ISO certificate in Kerman 
University of Medical Sciences 
 
Maryam Hosseinpoor1, Vahid Yazdi Feyzabadi2, Fatemeh Balali Meybodi3, Saiedeh Hajimaghsoudi4 
 
Abstract 
Background: One of the principles of the quality management systems in organizations is 
attention to customer centered approach and one of the scales for evaluation of the efficacy of 
provided services is customer satisfaction. This research aimed to compare satisfaction levels 
of customers attending primary health care centers in Bardsir (with ISO certificate) and 
Zarand (without ISO certificate) districts affiliated to Kerman University of Medical Sciences.  
Methods: This comparative and cross- sectional study was carried out in 2011 with 960 
people (n= 480 in each district). The data gathering instrument was a validated self-construct 
questionnaire including two main parts of general and specialty services for evaluation of 
satisfaction rate. Data were analyzed through SPSS version 18.0 and using descriptive 
statistics, Chi-square, Pearson correlation and logistic regression model. Judgment criterion 
for desired satisfaction was attaining 75% of the score of each part. 
Results: The desired satisfaction level of customers of health centers affiliated to Zarand 
district was more than that of Bardsir district (83.3% vs. 70.2%, P <0.01). Moreover, there 
was a significant difference between two districts in regard to satisfaction levels of general 
services (P <0.05). Result of logistic regression model showed no significant relationship 
between total satisfaction and demographic variables.  
Conclusion: As compared with Zarand district, implementation of ISO quality management 
system in the Bardsir district has not enriched total customers' satisfaction. Thus, the 
utilization of quality management approaches based on needs rather than organizational 
emotions and fashions are emphasized. 
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